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Mail Operation Stamps Out Inefficiency 
,.,__ ··- · ··™ workers' strike when nobody comes by to pick up or 
Bill Hussian, supervisor, Day Operations, and Frazier 
Sinclair, manager, Mail Operations. 
When you're handling 115,000 pieces of outgoing mail 
a day and 58,000 pieces of incoming mail, the immediate 
threat of a postal strike or the inevitability of an increase 
in postal rates could lead to utter panic-or at least a 
mild case of hypertension. 
Not so with Frazier Sinclair, a 25-year employee who 
has been managing the mail operation since 1962. Faced 
with ever increasing postal rates and mail volume, about 
three million additional pieces a year, he set his sights 
on using computerization in our mail operations. 
The result of Frazier's vision is that the Florida Plan's 
mail operation is considered a leader nationally in elec­
tronic mail processing and technology. Backing up this 
technology is a staff of 42. 
Having a highly innovative and efficient mail operation 
is all very well. But what happens during a postal 
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deliver the mail? 
For that situation, Frazier has prepared a ''Mail 
Operations Alternative Plan." This contingency plan 
minimizes the impact of any curtailment in postal ser­
vices by using a local service company known as Direct 
Delivery Corporation. Direct Delivery would take the 
Plan's mail to the Postal Service's General Mail Center 
in Jacksonville. From there, mail would be carried to post 
offices around the state where it could then be picked 
up. In the unlikely event of a total collapse of postal ser­
vices, the alternative plan calls for a courier service to 
deliver mail to our branch offices. 
"By means of public notices, our subscribers would be 
advised that they would have to come to our branch 
offices to submit claims and to receive their checks. 
"Rising postal rates is another contingency that has to 
be planned for," said Frazier. "With the going rate of 
18¢ an ounce for first class mail, the Plan has still been 
able to maintain an average rate of 14.53 cents for each 
piece of outgoing mail." This was achieved through a 
system called multiple stuffing, which is a way to com­
bine mail and group it according to zip code when up to 
four pieces are ·going to the same address. 
Multiple stuffing is used frequently in mailing to 
hospitals, physicians and even subscribers who receive 
multiple checks, and, said Frazier, "It is saving us in 
excess of $1,000,000 a year." 
Expecting postal rates to go to 20¢ before the end of 
the year, Frazier is developing another cost saver by see­
ing to it that the 10 percent of our mail that doesn't 
qualify for the zip code discount becomes eligible. "This 
will be accomplished through a zip code services bureau 
that will consolidate that 10 percent with mail from other 
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End of a Great Season 
"BWE lWO" 
PIACES THIRD IN 
SOUTHERN REGION 
A grand slam home run with two outs in the 
seventh and last inning sparked Blue Cross 11, 
Jacksonville softball champs, to a come-from­
behind victory and a third place finish in the 
Southern Regional Major Industrial Softball 
Tournament in Pensacola, August 14-16. 
Here's the scene: 
"Blue Two! Blue Two! Blue Two! Blue Two!" 
echoed through the stands as Mike Myers 
stepped up to the plate. Jim Gray stood on 
first, Mike Carroll on second. Travis Walker, 
on third, eyed home. With two outs in the top 
of the seventh inning, the Blue Cross team 
trailed by four runs, 9 to 5. Then the pitch. A 
long, high drive to left field, glancing off the 
left fielder's glove. One run scores, the ball is 
bobbled, a second run comes across, a poor 
throw, a third run, and Myers rounds third. 
The ball chases him home. He slides in safely 
and ties the score. 
The Florida Plan team held Pensacola 
NARFE scoreless in the bottom half of the 
seventh, to send the game into extra innings. 
It ended after nine, with the score Blue 
Cross 11, 11, NARFE, 9. 
To capture second place, and a trip to the 
National Tournament in Moultrie, Georgia, on 
Labor Day, Blue Two had to win one more 
game. Rafields Fisheries of Port St. Joe had 
already beaten our team once. They would win 
this time too, and go to Moultrie as runner-up. 
The tournament winner was the Herbert 
Field Raiders from Pensacola. They and 
Rafields Fisheries will represent the Southern 
Region at the National Tournament. 
"Winning three out of five games in a major 
tournament such as this is something to be 
proud of," said player/coach and general 
manager Randy Weathers. 
Winning four trophies in one year isn't so 
bad, either. 





"Blue Two" (front row) Kevin Hursey, Travis Walker, Mario Rubio, Ronnie Rountree, Dave Kelba, 
(back) Russell Moore, Mike Carroll, Jim Hammond, Randy Weathers, Jim Gray, Tim Fortin, Rolie 
Sayward, (not pictured) Jeff Barnhill, Mike Myers, Elaine Weathers (scorekeeper). 
BLUE CROSS 
1981 Softball Season 
Trophy 1-1981 Bold City Industrial 
League Season 
Winner: 9 wins, 2 losses 
Trophy 2-1981 Men's Major 
Industrial League 
Tournament 
Winner: 9 wins, 1 loss. 
Mike Myers follows through on his 'grand slam' 
swing. 
Trophy 3-1981 Blue Cross 
Southeastern Regional 
Tournament Winner 
Trophy 4-1981 Southern Regional 
Major Industrial League 
Tournament 
Third Place 
Jim Gray rounds third on Jim Hammond's 
three-run homer. 
He May Be Overweight, But He's Not Fat 
by Lynn Brunson 
TV personality Richard Simmons' Never­
Say-Diet Book has been on the non-fiction 
best-seller list for more than six months. 
The Beverly Hills Diet, by Judy Mazel, has 
been on the list for 12 weeks and, as of this 
writing, is number one. 
Dr. Atkins' Nutrition Breakthrough, by 
Robert C. Atkins, M.D. has been 15 weeks on 
the list. 
Jane Brody's Nutrition Book is a relative 
newcomer after three weeks on the list. 
Four of the 15 top-selling (for as much as 
$15.00 a copy) non-fiction books deal with diet 
and weight control. The famous Complete 
Scarsdale Medical Diet, now in paperback, is 
an all-time be.st seller. 
And sales of over-the-counter diet pills are 
brisk. People, everywhere, are fighting the bat­
tle of the bulge. 
But how successfully? 
People who are serious about getting rid of 
extra pounds should realize that there are no 
shortcuts, no miracle cures. It took more than 
a few extra calories to lose the youthful figure, 
and it will take more than wishful thinking to 
regain it. Most, if not all, of the diet books ad­
vocate a change in eating and living habits, 
and that is really what it will take to look and 
feel better. To help you handle the change, I'd 
like to explain the difference between 
overweight and obesity and how they're 
measured. 
Today obesity and overweight are used 
interchangeably, but they don't mean the 
same thing. Actually, obesity is excessive 
fatness; overweight means weighing more 
than the average. Obesity is not desirable, but 
being overweight may not be a problem, 
sometimes. 
Most people use a bathroom scale or a 
height/weight chart as a standard for measure. 
These indicators are only averages and do not 
give enough information to measure obesity. 
They simply measure weight and not fatness. 
A prime example is the college football 
linebacker who is generally overweight, but is 
usually not obese. On the other hand, people 
who don't get much exercise can appear 
obese without being overweight. Muscle fibers 
of a conditioned body, such as that of the 
linebacker, increase the weight of that body. 
But the amount of fat in the body of a 
linebacker, relative to muscle tissue, may be 
much less than that of a more sedentary 
person. 
One of the most reliable measures of 
percentage of body fat to lean muscle mass 
can be determined by taking skin fold 
measures. This is done by pinching a full fold 
of skin and underlying tissue with the thumb 
and forefinger, usually at the tricep, more 
precisely, the area under the arm about half 
the distance between the shoulder and elbow. 
The thickness of the skin fold is measured to 
the nearest 0.5mm. The number is plugged in­
to a formula, and the percentage of body fat 
for the average male/female can be 
calculated. 
Unfortunately, most of us don't have the 
availability of skin fold calipers to measure the 
percent of body fat, but never fear, there are 
other "scientific" means to assess the 
presence of fat. Try the "twist test." To do 
this, stand nude before a mirror and twist to 
the right or left. If skin on the torso doesn't ap­
pear to stretch, you are moving under ex­
cessive superficial fat tissue. 
Or the "ruler test." Lying on your back, 
place a straight edge, such as a ruler, on your 
midline to determine whether the line running 
from the rib cage to the pelvis is flat or con­
cave. The ideal is to have a flat surface. 
Now that we know the worse, what do we do 
about it? "Fatness" is a result of several fac­
tors, most notably poor eating habits and 
physical inactivity. According to one expert, 
the average person expends more energy tak­
ing a hot shower than he or she does working 
in an automated factory. Of course, our im­
mediate response to that is "I stand all day; I 
walk all over." Maybe that's not enough. We'll 
talk about this and physical activity in our 
next article. 
Interview With Gail Beverage 
"The purpose of our work is to create an environ­
ment in which people will want to work and be 
able to work." 
'' . . .  you asked us to do quite a bit more work than 
we normally do, but you had excellent information 
. . .  to make your decisions. '' 
" . .  .for the dollars you have spent, your people 
certainly know how to get their money's worth." 
''The 20th Floor is Professional, Modern, Efficient.'' 
Workers on the 20th floor were putting down 
carpet, installing lights, hanging wall paper 
and connecting electrical systems. Space that 
had been used for years for a few offices and 
a huge, seldom-utilized auditorium was 
rapidly becoming an area for executive offices, 
staff meeting rooms and Board of Directors 
facilities. 
PROFILE interviewed the person most 
responsible for the emerging "new look" of 
the area, Gail Beveridge, on August 6th. She 
is vice president of lntraspace Designers, Inc., 
a subsidiary of the architectural firm of 
Reynolds, Smith & Hills. 
PROFILE: Gail, when will all the work be 
completed? 
Beveridge: The executive and secretarial of­
fices will be ready to use within 1 O days. After 
the 17th of the month, we'll probably have a 
few items to complete, but they will be minor. 
PROFILE: What-did you try to achieve in this 
area? 
Beveridge: Quite frankly, the Plan had been 
poorly utilizing this space since the tower 
building was built in 1973. There are basically 
three reasons for doing interior design work: to 
increase your investment in a facility, to pro­
vide employees with pleasant, efficient work 
areas, and to give outsiders a favorable im­
pression of your company and of its people. 
PROFILE: Will the 20th floor do that? 
Beveridge: If it doesn't, I doubt that you 
will see me again around Blue Cross and 
Blue Shield. 
Seriously, I am proud of what we have been 
able to do. But we really won't know how well 
we were able to achieve our goals until you 
have used the area for a while. If the design 
works for your people, then we've done our 
job well. 
PROFILE: What guidelines were you given 
before you began? 
Beveridge: The guidelines were simple and 
direct. We were to provide functional offices 
that would be tailored to meet the needs of the 
staff in a tasteful, but not wasteful way. The 
clearest signal of all was that everything we 
did and every item we bought had to be 
awarded on a competitive bid basis. 
PROFILE: Isn't competitive bidding a common 
practice in your business? 
Beveridge: Yes, but I can't recall any other 
firm during the last 10 years that took com­
petitive bidding as seriously as you did. 
This has been an interesting assignment, 
but certainly not the largest or most expen­
sive. In fact, our firm has designed the in­
teriors of courthouses, airports, hospitals and 
entire corporate office buildings throughout 
Florida and other parts of the country. Almost 
all of this work was done under a competitive 
bidding system. 
PROFILE: Could you tell us what you mean by 
competitive bidding? 
Beveridge: Standard practice for getting bids 
on desks, for example, is to specify the 
manufacturer and model you want and state 
that you will accept bids on that item or on 
one equal to it. 
What usually happens is that most suppliers 
will only submit bids on the specified unit. The 
only competition that then exists is the sup­
plier's mark-t1p above his cost per uesk. 
PROFILE: I take it that BC/BS didn't think that 
was good enough? 
Beveridge: That's right. Instead, we were told 
to request bids on three comparable desks 
made by three different manufacturers. As a 
result, you asked us to do quite a bit more 
work than we normally do, but you had ex­
cellent information-on quality, special 
features and price-to make your decisions. 
And this procedure was followed on almost 
every part of the project-literally whenever it 
was possible. 
PROFILE: How do you begin a job like this? 
Beveridge: The purpose of our work is to 
create an environment in which people will 
want to work and be able to work. So we 
begin by asking our client a series of ques­
tions. One of the last-but most important 
things we do-is to personally interview each 
person who will work in the area. 
PROFILE: How does that help? 
Beveridge: It gives us the opportunity to 
develop an overall plan that will provide an 
orderly, consistent look. But it also helps us 
assist the people who will be using these of­
fices in tailoring the space to fit their jobs and 
personalities. 
One thing we discovered when we talked to 
the secretaries, for example, was that they 
never seemed to have enough counter top 
area. Their new offices will be about the same 
size as what they currently have on the 10th 
floor, but they will have more than twice as 
much counter area. 
PROFILE: In the process of designing this 
area, you have probably had the opportunity of 
getting to know our top executives better than 
most employees. Would you care to share any 
of your impressions of management? 
Beveridge: You're really trying to get me in 
trouble, aren't you? 
I will say one thing: when I began working 
with your company more than a year ago, I 
was concerned with the fast pace and the 
length of the days that your people were 
working. From those in the Facilities Division 
through your top executives and their 
secretaries, everyone seemed to be going at 
breakneck speed. 
After a few months I began to understand 
two things: first, how essential my work was in 
helping your people do their jobs in an effi­
cient, pleasing area; second, I discovered that 
the work pace was infectious. Everyone I met 
was moving just as fast. It seems that your en­
tire organization is on the move. 
PROFILE: How costly are these facilities com­
pared to those that you've designed for other 
companies? 
Beveridge: Your facilities are not even close 
to the most expensive our firm has designed. I 
would say that they are in the middle, the 
average range, for similar areas. We were told 
by your management, in fact, that the costs 
should be in the average range. However, for 
the dollars you have spent, your people cer­
tainly know how to get their money's worth. 
PROFILE: How would you describe the area? 
Beveridge: I think all of your employees will 
be proud of them. 
The 20th floor is professional, modern and 
efficient with a great deal of openness and 
easy access to the people. It's an area in 
which people will enjoy their work. 
A company's success is not only built upon 
the quality of its performance, it's also built 
upon how others view you. I believe these 
facilities will help you project the type of 
modern, effective organization you have at the 
Florida Plan. If they do and if your executives 
find they can function well in this area, our 
work on the 20th floor will have been worth 
the expense. 
Board, Active Members Meet In Palm Beach 
Retiring Board Member Pat Groner and Board 
Chairman G. Emerson Tully 
The Breakers in Palm Beach was the site 
of this year's Informational Meeting held July 
23-25 for the Plan's Board of Directors and 
Active Membership. 
According to John Slye, Vice President, 
Public Affairs, and Corporate Secretary, "The 
purpose of these annual informational 
meetings is to report on major corporate pro­
grams and initiatives to the Board and Active 
Membership to assist them in carrying out 
their roles in the organization. The Active 
Members and Board of Directors also hold 
their annual meetings. Major items of business 
at these meetings are the election of new 
Board and Corporate Active Members, as well 
as Board officers and the Executive Commit­
tee of the Board." 
Retiring from the Board this year are Pat 
Groner of Pensacola, who leaves the Board 
and Active Membership after 29 years of ser­
vice to the Florida Plan, Claude Weeks of St. 
Augustine, and Var Heyl of Gainesville. Claude 
Weeks retires from the Board and Active 
Membership after four years of service, and 
Var Heyl, who served as a Board member for 
three years, will continue to serve as an Active 













































The call came in on a Thursday. It was 
Florida Times-Union feature writer Don 
Meitin. His paper was doing a series on work­
ing people in Jacksonville and would Blue 
Cross and Blue Shield be interested in 
helping him with this, he wanted to know. He 
asked to meet an employee he could sit down 
and talk with and watch him or her do their 
job. 
As usual with media inquiries, quick 
response was necessary. Okayed by manage­
ment, the interview was set up. 
The following Tuesday morning, Meiten was 
sitting alongside Vickie Strickland in the 
Medicare B toll-free telephone area on the 
15th floor. 
Vickie is one of 40 people in the Medicare B 
telephone area taking inquiries from Florida's 
senior citizens and physicians. The inquiries 
are many and varied, but all deal with ques­
tions about Medicare B. 
The telephone area gets 16,000 calls every 
week, 64,000 a month. Vickie handles about 
130 a day. "Each day can be pressure 
packed, and you never know what's coming 
next. But you always act cooly, courteously, 
and with professionalism," said Vickie. 
Meitin was steered to the Medicare B 
telephone area because it is an "action " area. 
Vickie Strickland and reporter Don Meiten 
He spent two hours with Vickie. After each in­
quiry, she explained where the call came from, 
the nature of the call, and how she dealt 
with it. 
"We had a good variety of calls on all kinds 
of subjects," Vickie said. Afterwards, she said 
the reporter seemed genuinely interested in 
what she was doing. After watching her at 
work, Meitin had this to say: "She's good." 
During the interview, the question came up 
about the criticisms and verbal abuse the 
telephone inquiry people must take from some 
beneficiaries-and how this must be a gnaw­
ing problem. Vickie's response was: "Oh no, 
not at all." I told Meitin, "for every one or two 
of those, you get 300 thank you's." 
Meitin said he didn't know when the series 
might run in his newspaper. Or, for that mat­
ter, whether it would even make it in print. 
It should. It will tell a good story. 
Southern Bell Consolidates 
Medical Insurance Under AETNA 
What happens when a major group account 
walks away from the Plan? That was the ques­
tion late last month when Southern Bell an­
nounced that it was consolidating all of its 
medical insurance under one carrier, Aetna, 
effective January 1, 1982. 
According to Joe Grantham, director of 
Private Business Claims, the loss of Southern 
Bell will directly affect 15 people, who process 
between 700 and 800 Southern Bell claims 
each day. "These are highly trained people 
who I believe will be absorbed very quickly in­
to our claims operation as we phase out the 
Southern Bell business," said Grantham. 
"Service was not an issue," said Tom 
Roberts, vice president of marketing. "If there 
was one major factor, it was administrative 
cost." 
To cut its operating costs, AT&T, the Bell 
System's parent company, recently ordered all 
operating units to use only one carrier to pro-
cess all medical claims. Southern Bell used 
the Blue Cross and Blue Shield Plans to pro­
cess basic medical and surgical medical ex­
penses. Aetna was the carrier for extended 
medical expenses. 
"The business was put out for bids, and the 
basic fact of the matter is that we came in 
higher than Aetna," said Roberts. "We are 
sorry to lose such a prestigious company, but 
it is our plan to work aggressively in 1982 to 
get Southern Bell back into our association in 
the near future. Our immediate assignment is 
to regain the ground we lost with new 
business.'' 
Some 80,000 contracts are involved in the 
four-state area covered by Southern Bell: 
Georgia, North Carolina, South Carolina, and 
Florida. About 35,000 of these contracts are 
administered by the Florida Plan. The loss of 
the account will mean a reduction of about 
$5,000,000 in annual claims expense revenue 
for the Florida Plan. 
Safety Captains Fired Up 
Gina Davis and Kubi Keyes look on as Valarie Dexterhouse and Linda Hinkle try on fire fighting 
gear 
Plan Looks At 
Broward For HMO 
The Florida Plan's Health Maintenance 
Organization (HMO) development team led by 
Harvey J. Matoren has completed its business 
venture analysis and feasibility study for a 
possible Plan-sponsored HMO in Broward 
County. In addition, other areas of the state 
have been identified as HMO opportunities 
and are presently under study. 
Bill Flaherty recently announced to 
managers and supervisors at a Planning kick­
off meeting that the HMO study was on target, 
and a final decision to proceed with the plan­
ning and development of a Blue Cross and 
Blue Shield of Florida HMO and its exact loca­
tion will be made in late September by the 
Board of Directors. 
HMOs differ from BCBSF current business 
in that the HMO must arrange for and provide 
health care services to its members in addition 
to paying for them. Therefore, HMOs combine 
health care delivery and financing systems in­
to one organization that provides complete 
health care services to individuals and their 
families for a fixed monthly fee. The Florida 
Plan operated a Health Maintenance Program 
in Jacksonville several years ago for its own 
employees. Althought the HMO was discon­
tinued, the operating data obtained from the 
project was useful to Matoren's HMO develop­
ment team. 
During the feasibility study (and working 
closely with the HMO Committee of the Board 
of Directors), Matoren and his team, Marion 
Tischler, John Peterson, and Mary Snow, 
made hundreds of contacts in major 
metropolitan areas of the state. Their objective 
was to pinpoint those areas in Florida where 
there was HMO market interest and physicians 
and hospitals willing to consider an HMO 
relationship. 
"Completion of the feasibility study was an 
excellent team effort by our own development 
group and interaction with the HMO Commit­
tee of the Board and other staff departments 
who lent their assistance and support," 
Matoren said. 
From the Plan's business venture analysis 
and feasibility study, the HMO recommended a 
"hybrid" type HMO which would contract with 
community hospitals for inpatient services for 
its enrollees. 
Physician care would be provided by 
selected physician groups from all specialties, 
the majority of whom would be family-care 
physicians, under contract to the HMO. 
Matoren said the Florida Plan is exploring 
HMO involvement mainly because of issLJes 
related to market share, employer and physi­
cian concerns, government regulation impact 
.on the Plan, government business retention 
and cost containment implications. 
"This time all is fun and games. Next time 
you pick up a fire extinguisher it could be for 
real." 
That's what Lieutenant Sam Ellison of the 
Jacksonville Fire Department told employee 
Safety Captains at a recent fire safety 
demonstration that included an actual hands 
on exercise in putting out fires. 
Although the Captains only put out a very 
small fire, they did receive some valuable ex­
perience in using the fire fighting equipment 
located throughout the Florida Plan head­
quarters. 
Valarie Dexterhouse, a long time Safety 
Captain, commented that the water hose she 
used "fought like a boa constrictor at first, but 
it got easy once I learned how to use it.'' 
Demonstrations such as this one are held 
periodically for the 70 Plan employees who 
volunteer their services to help keep the rest 
of us safe. "Employee safety, obviously, is the 
Safety Captains' reason for being," according 
to Billy Alsobrook, supervisor of Safety and 
Security Services. 
"One of their most important respon­
sibilities," he continued "is to keep an eye 
open for safety hazards that might exist in our 
building and report it to my Department. We 
can then take immediate action to remedy the 
situation.'' 
Mail Operation Stamps Out Inefficiency 
,.,__ ··- · ··™ workers' strike when nobody comes by to pick up or 
Bill Hussian, supervisor, Day Operations, and Frazier 
Sinclair, manager, Mail Operations. 
When you're handling 115,000 pieces of outgoing mail 
a day and 58,000 pieces of incoming mail, the immediate 
threat of a postal strike or the inevitability of an increase 
in postal rates could lead to utter panic-or at least a 
mild case of hypertension. 
Not so with Frazier Sinclair, a 25-year employee who 
has been managing the mail operation since 1962. Faced 
with ever increasing postal rates and mail volume, about 
three million additional pieces a year, he set his sights 
on using computerization in our mail operations. 
The result of Frazier's vision is that the Florida Plan's 
mail operation is considered a leader nationally in elec­
tronic mail processing and technology. Backing up this 
technology is a staff of 42. 
Having a highly innovative and efficient mail operation 
is all very well. But what happens during a postal 
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deliver the mail? 
For that situation, Frazier has prepared a ''Mail 
Operations Alternative Plan." This contingency plan 
minimizes the impact of any curtailment in postal ser­
vices by using a local service company known as Direct 
Delivery Corporation. Direct Delivery would take the 
Plan's mail to the Postal Service's General Mail Center 
in Jacksonville. From there, mail would be carried to post 
offices around the state where it could then be picked 
up. In the unlikely event of a total collapse of postal ser­
vices, the alternative plan calls for a courier service to 
deliver mail to our branch offices. 
"By means of public notices, our subscribers would be 
advised that they would have to come to our branch 
offices to submit claims and to receive their checks. 
"Rising postal rates is another contingency that has to 
be planned for," said Frazier. "With the going rate of 
18¢ an ounce for first class mail, the Plan has still been 
able to maintain an average rate of 14.53 cents for each 
piece of outgoing mail." This was achieved through a 
system called multiple stuffing, which is a way to com­
bine mail and group it according to zip code when up to 
four pieces are ·going to the same address. 
Multiple stuffing is used frequently in mailing to 
hospitals, physicians and even subscribers who receive 
multiple checks, and, said Frazier, "It is saving us in 
excess of $1,000,000 a year." 
Expecting postal rates to go to 20¢ before the end of 
the year, Frazier is developing another cost saver by see­
ing to it that the 10 percent of our mail that doesn't 
qualify for the zip code discount becomes eligible. "This 
will be accomplished through a zip code services bureau 
that will consolidate that 10 percent with mail from other 
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